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to lay down an obligation upon every public authority to publish citizens chariter stating
therein the time within which specified goods shall be supplied and services be
rendered and provide for a grievance redressal mechanisti for non-compliance of
citizens charter and for matters connected therewith or iricidental thereto.

BrE it enacted by Parhament in the Sixty-second Year of the Republ:c of India as
foltows:-— : :

' CHAPTERI
PRELIMINARY

1. (I ) This Act may be called the Right of Citizens for Time Bound Deltvery of Goods
and Services and Redressal of their Grievances Act, 2011,

(2 Itextendsto the whole of India except the. State of Jammu _and Kashmir.

(3) It shatl come into force on such date as the Central Government may, by notification
in the Official Gazette, appoint:
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Provided that the Central Government shall appoint such date within six months from
the date on which the Right of Citizens for Time Bound Delivery of Goods and Services and
Redressal of their Grievances Bill, 2011 receives the assent of the President:

Provided further that different dates may be appointed for different provisions of this
Act and any reference in any such provision to the commencement of this Act shall be 5
construed as a reference to the conting into force of that provision.

Definitions. 2. In this Act, unless the context otherwise requires,—

(@) "action taken report” means a repoit furnished to the complainant by the
Grievance Redress Officer or the designated authority or the State Public Grievance
Redressal Commission or the Central Public Grievance Redressal Commission in 10
response to a complaint or appeal, as the case may be;

(&) "appropriate Government" means in relation to a public authority which is ~
established, constituted, owned, controlled or substantiafly financed by funds
provided directly or indirectly-—

(1) by the Central Government or the Unijon territory administration, the 15
Central Government:

(71} by the States, the Siate Government;

(¢) "Central Public Grievance Redressal Commission" means the Central Pubiic
Grievance Redressal Commission constituted under section 30;

(d) "Chief Commissioner" means the Chief Commissioner of State Public 20
Grievance Redressal Commission or the Central Public Grievance Redressal
Commission appointed under section 13 or section 32, as the case may be:

(e) "Citizens Charter” means a document declaring the functioning, obligations,
. duties, commitments of a public authority for providing goods and services effectively
and efficiently with acceptable levels of standards, time limits and designation of 25
public servants for delivery and grievance redress as defined in sub-section (1) of
section 4;

() "complaint” means a complaint filed by a citizen regarding any grievance
relating to, or arising out of, any faiture in the delivery of goods or rendering of service
pursuant to the Citizens Charter, or in the functioning of a public authority, or any 30
violation of any law, policy, programme, order or scheme but does not include grievance
relating to the service matters of a public servant whether serving or retired;

} "days” means the working days, referred to as the timeline;
Y 0 Y

(#) “Designated Authority” means such officer or authority outside the
concerned public authority as may be prescribed by the appropriate Government: 35

Provided that in case an officer is designated as the Designated Authority, such
officer shall be above the rank of the Grievance Redressal Officer referred to in sub-
i © - section (/) of section 7;

"'(:') "Grievance Redress Officer" means a Grievance Redress Officer appointed
under section 7; . _ . 40
() "Head of the Department” means an officer designated as such by the

appropriate Government, as the head of a Government Department or public autherity;

(%) "Information and Facilitation Centre” means an Information and Facilitation
Centre, including customer care centre, call centre, help desk, people's support centre

* * established under section 6; K
() "notification® means a notification published in the Official Gazette;

(m} "prescribed" means préscribed by the rules made unider this Acty
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{n) "public authority” means any authority or body or institution of self-
government established or constituted,—

(/) by or under the Constitution;
(if) by any other law made by Parliament;
(i) by any other law made by State Legislature;

(iv) by notification issued or order made by the appropriate Government,
and includes any,—

i

(4) body owned, controlled or substantially financed;

(8) non-Government organisation substantially financed, directly
or indirectly by funds provided by the appropridte Government;

(C) an organisation or body corporate in its capacity as an
instrumentality of “State” as defined under article 12 of the Constitution
and rendering services of public utility in India;

(D) a Government company as defined under section 617 of the
Companies Act, 1956;

(E) any other company which supply goods or render services in
pursuance of an obligation imposed under any Central or State Act or
under any licence or authorisation under any law for the time being in
force or by the Central or State Government;

(v) by an agreement or memorandum of understanding between the
Government and any private entity as Public-Private Partnership or otherwise;

(0) "service" means all the goods and services, inciuding {unctions, obligations,
responsibility or duty, to be provided or rendered by a public authority;

(p) "State Public Grievance Redressal Commission" means the State Public Grievance
Redressal Commission constituted under section 13.

CHAPTERI
RIGHT TO SERVICE

3. Subject to the provisions of this Act, every individual citizen shall have the right
to time bound delivery of goods and provision for services and redressal of grievances.

CHAPTERIII
PUBLICATION OF CITizeNS CHARTER AND GRIEVANCE REDRESSAL OFFICER BY PUBLIC AUTHORITIES

4. (1) Every public authority shall publish, within six months of the commencement of
this Act, a Citizens Charter specifying therein all the category of goods supplied and services
rendered by it, the time within which such goods shall be supplied or services be rendered.

(2) Without prejudice to the generality of the provisions contained in
sub-section (1), the Citizens Charter shall provide all or any of the following matters, namely:—

(a) the details of all the goods supplied and services rendered by the public
authority and the name of person-or agency through which such goods are supplied
 or services rendered and timings during which such services are supplied or services
rendered;

(b)'the conditions under which a person becomes,;ﬁntit]ed-for goods or services,
and the class of persons who are entitled to receive such goods angd avail services;

.(¢) the quantitative and tangible parameters (including weight, size, frequency)
of the goods and services available to the public;
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() complaint redressal mechanism including the time within which the complaint
be disposed of and the officer of the public authority to whom such complaint may be
made;

() the name and addresses of individuals responsible for the delivery of goods
or rendering of services mentioned in {a) above;

(f) any other functions, obligations, responsibility or duty of the public avthority
is required or reasonably expected to provide; '

{(g) any other information relevant to delivery of goods or provision of services
or such other information as may be prescribed.

(3) The appropriate Government may, by notification, make rules in relation to citizens
charter and grievance redressal.

5. (1) The Head of the Department in each public anthority shall be responsible for
updating and verifying the Citizens Charter every year and the accuracy of the contents
thereof,

{2} It shall be the responsibility of the Head of the Department of every public authority
to ensure that the Citizens Charter is widely disseminated to the public.

(3) It shall be the responsibility of the Head ofthe Department of every public authority
to take steps in accordance with section 4 of the Right To Information Act, 2005 for providing
relevant information to the public enabling them to exercise their rights mandated under this
Act,

(4) Every Head of the Departruent shall ensure that all material be disseminated taking
into consideration the local language and the most effective method of communication in
that local area free of cost.

Explanation.—For the purposes of this section the expression "disseminated" neans
making known and communicating the information to the public through notice boards,
hewspapers, public announcements, media broadcasts, the interet or any other means,
including inspection of offices of any public authority by any citizen.

(5) Every Head of the Department shall to the extent possible, ensure that the Citizens
Charter is made available at the website 6f the public authority and in other electronic forms
and shall be available free of cost, ‘

{(6) Every Head of the Department shall ensure that a copy of the Citizens Charter of
the public authority duly certified by him is submitted to appropriate bodies, including
appropriate Central and State Public Grievance Redress Commission, when it is published
and subsequently, every time that it is modified, updated or amended. :

CHAPTERIV
Esmiausmmm OF INFORMATION AND Faci.ration CeNirg

6. (1) Every public authority shall establish Information and Facilitation Centre for
efficient and effective delivery of services and redressal of grievances, which may include
establishment of customer care centre, call centre, help desk and prople's support centre.

(2) Every Head of the Depar'ti-nent of the publie authorify shall be responsibié for the
development, improvement, modernisation andreform in service delivery and redressal of
grievance system. It shall also include adoption of electronic modes, internet, ete,

(3) The appropriate Government may, by notification, make rules in relation to
Information and Facilitation Centre, ’
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CHAPTER YV
APPOINTMENT AND OBLIGATION OF GRIEVANCE REDRESS OFFICERS By PuBLIC AUTHORITY

7. (1} Every public authority shall, within six months from the date of the coming into
force of this Act, designate as many officers as may be necessary as Grievance Redress
Officers in all adiministrative units or offices at the Central, State, district and sub-district
levels, municipalities, Panchayats whereat supplies of goods or render services to receive,
enquire into and redress any complaints from citizens in the manner as may be prescribed:

Provided that the Grievance Redress Officer so appointed shall be at least one level
above and be deemed to have admimistrative control on the individual designated to deliver
goods or render services as per the Citizens Charter as defined in section 4.

(2) Every public authority shall, immediately on appointment or designation of a
Grievance Redress Officer,—

() give, through a public notice in a newspaper published in Hindi or English
language and in a newspaper published in an Indian language in circulation in the
area in which such service provider is providing services, indicating therein the name
of the Grievance Redress Officer, his address and telephone number, e-mait address,
facsimile number and other means of contacting him in respect of each area for which
the Grievance Redress Officer have been appointed or designated and thereafier give
such public notice at least once in twelve months in the same manner:

Provided that in case of change of the name of the Grievance Redress Officer,
his address and telephone number, e-mail address, facsimile number and other means
of contacting him shall be intimated by public notice, in the same manner specified in
this clause;

(b) display, at its each office, Information and Facilitation Centre, call centre,
customer care centre, help desk, People's Support Centre and at the sales outlets,
website and at the office of the Grievance Redress Officer and the appeltate authority,
the name of the Grievance Redress Officer, their addresses and telephone numbers,
e-mail addresses, facsimile numbers and other means of contacting them, in respect of
each area for which the Grievance Redress Officer have been appointed or designated.

(3) Every public authority shall appoint or designate such number of Grievance
Redress Officer under sub-section (/) and for such areas, as may be considered by it
necessary, for Grievance Redress Officer being easily accessible and avaitable for redressal
of grievance of the public.

(4) The Grievance Redress Officer shall provide all necessary assistance to citizens in
filing complaints.

~ (5) Where a complainant is unable to make a complaint in writing, the Grievance
Redress Officer shall render all reasonable assistance to the person making the request
orally to reduce the same in writing,

8. All complaints shall, within two days of the making of the complaint, be’

acknowledged by a receipt, issued in writing or through electronic means or through text
message or through telephone or through any other means as may be prescribed, specifying
the date, time, place, unique complaint number and particulars of receiver of complaint
along with the stipulated time frame in accordance with its Citizens Charter within which the
complaint will be redressed.

9. (/) Upon receipt of a complaint as defined in clause (f) of section 2, it shall be the
duty of the concerned Grievance Redress Officer to ensure that,—

(a) the grievance is remedied in a time frame not exceeding thirty days from the
date of receipt of the complaint;
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(&) the reason for the occurrence of the grievance is identified and the
responsibility of the defaulting office or individual is fixed and the grievance is
redressed satisfactorily within thirty days from the date of receipt of the complaint by
the Grievance Redress Offiger;

() where the grievance has occurred as a result of a deficiency, negligence or
malfeasance on the part of an office or individual then the action is taken in accordance
with conduct rules and departmental procedures:

(d) where the Grievance Redress Officer is convinced that the individual
responsible for the delivery of the goods and services has wilfully neglected to detiver
the goods or services or there exist prima facie grounds for a case under the Prevention
of Corruption Act, 1988, the Grievance Redress Officer can make an observation to
that effect along with a recommendation for the penalty, including compensation to
the complainant, to be imposed, to the designated authority.

(2) The Grievance Redress Officer may seek the assistance of any other officer required
for the proper discharge of his duties or may direct any other officer to take action to redress
a complaint,

(3) Any officer, whose assistance has been sought under sub-section (2), shall render
all assistance to the Grievance Redress Officer seeking hiis assistance and for the purposes
of any contravention of the provisions of this Act, such other officer shall be deemed to be
a Grievance Redress Officer for the purposes of this Act,

(4} The Grievance Redress Officer shall ensure that the complainant is informed in
writing the manner in which the grievance is redressed and shall give hima report in the form
of an action taken report.

10: The Grievance Redress Officer shall, immediately after the expiry of the period of
thirty days, report every complaint which has not been redressed along with the details of
the complainant, nature of cotplaint, and reasons for non-redressal of complaints to the
designated authority.

CHAPTER VI
APPEAL TO THE DESIGNATED AUTHORITY

1L (1) Every complaint forwarded along with the details under section 10 shall be
deemed to have been filed by way of an appeat to the designated authority.

(2) Any individual aggrieved by a decision of the concerned Grievance Redress Officer

_or who has not received an action taken report in respect of a complaint filed by him, may, if
-he so desires, within thirty days from the expiry of such period or from the receipt of such

decision, prefer an appeal to the designated authority:

Provided that the designated authority may admit the appeal after the expiry of thirty
days if it is satisfied that the complainant was prevented by sufficient cause from filing the
appeal in time, :

(3) The receipt of the appeal under sub-section (2) shalt be acknowledged by the

- office of the designated "authority, , :

" (4) The designated authority shall, for the purposes of its functions under this Act,
have the samie powers as are vested in a civil court under the Code of Civil Procedure, 1908
itt respect of the following matters, namely:— ‘

(@) summoning and enforcing the attendance of any person and examining him
on oath;
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{b) discovery and production of any document or other material object
producible as evidence:

{c) receiving evidence on affidavits;
(/) requisitioning of any public record;
(¢) issuing commission for the examination of witnesses:

{fy reviewing its decisions, directions and orders;

(£} any other matter which may be prescribed.

(5) The designated authority shall have original jurisdiction to adjudicate upon every
application made to it under this section 11.

(6) The designated authority shall not be bound by the procedure laid down in the
Code of Civil Procedure, 1908 but shall be guided by the principles of natural justice and
subject 1o the other provisions of this Act and of any rules made thereunder, the Authority
shatl have the power to regulate its own procedure.

(7) Every appeal filed under this section or complaint deemed to by way of an appeal
shall be disposed of by the designated authority within thirty days from the date ol receipt
of such appeal: '

Provided that an appeal of an urgent or immediate nature shall be disposed of within
the same day of the receipt of the appeal or before the date on which the cause of action may
cease to exist, which shall not he later than thirty days from the date of receipt of the appeal.

(%) The designated authority shall arrange to deliver copies of the decisions to the
parties concerned within a period of five working days from the date of such decisions.

{¥) The designated authority may impose penalty, including compansation to the
complainant, in deciding an appeal against concemed officer for acting in a mala fide manner
or having failed to discharge their duties without any suflicient and reasonable cause:

Provided that the concerned officers of the public authority shall be given a reasonable
opportunity of being heard before any penalty is imposed on then.

(10} Where it appears to the designated authority that the grievance complained of
is, primu fucic, indicative or representative of a corrupt act or practice in terms of the
Prevention of Corruption Act, 1988, on the part of the individual officer of the the public
authority complained against, then, it shall record in writing such evidence as may be found
in support of such conclusion and shall initiate the proceedings or in writing refer the same
to the appropriate authorities competent to take cognizance of such corrupt practice,

{11} The designated authority shall upon adjudication of a complaint have the
powers to issue directions requiring the concerned officers of the public authority to take
such steps as may be necessary to secure compliance with the provisions of Citizens
Charter. '

CHAPTER Vil
Esraprssaneng oF S1a1t PupLie GrievancE REDRESSAL COMMISSION

12. (1) Any person who, does not receive a decision within the time specified-in
Chapter V, or is aggrieved by a decision of the designated authority, falling within the
jurisdiction of the State Government, may within thirty days from the expiry of such period
or from the receipt of such a decision prefer an appeal to the State Public Grievance Redressal
Commission: . ‘ '
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Provided that the Commission may admit the appeal after the expiry of thirty days if it
is satisfied that the complainant was prevented by sufficient cause from filing the appeal in
time,

(2} The decision of the State Public Grigvance Redressal Commission under this
section shali be binding.

13, The State Government shall cotistitute, by noti {ication, a Conunission to be known
as "the State Public Grievance Redressal Commission” to exercise the jurisdiction, power
and authority conferred under this Act,

[d. The State Public Gricvance Redressal Commission shall consist of,—

(@} a Chief Commissioner: and

{(h) such number ol Commissioners, not exceeding ten, as may be prescribed,

out of which at least one cach shall be from amongst Scheduled Castes, Scheduled
Tribes and Women, : '

15.{/) The Chief Commissioner and Commissioners shall be appointed by the Governor
on the recommendation of a Selection Committee consisting of,—

(«) the Chief Minister, who shall be'the Chairperson of the Comnittee:
(b} the Leader of Opposition i the Legislative Assembly; and

(cya sitting judge of the High Court to be nominated by the Chief Justice of the
State. Tt

(2) The selection committee shall'select out of a panel of five eligible candidates for

each vacancy which shatt be finatised by a search committee consisting of such menibers as

may be prescribed. :

(3) Subject to the provisions of sub-sections (/) and (2), the Selection Commitiee may
reguiate its own procedure. - ‘ ' ‘

16. A person shall not be qualified for appointment as a Chief Commissioner or a
Commissioner of the State Public Grievance Redressal Conunission unless,—

(@) heis, or has been an officer of the State Government and has held the post,

in the rank of Secretary or the Principal Secretary to that Government; or
(6) heis orhas been a District Judge for at least ten years; or

{c) heis or has been a Judge of the High Court of the State; or

(d) he is an eminent person recognised for his work towards public service in .

the area and-who has worked for at least fifteen years in the social sector with a post-
graduate degree in a relevant subject:

Provided that the State Government may prescribe criteria in addition to the
above for the appointment of the Chief Commissioner and Commissioners,

17, (1) The Chief Commissioner and the Conunissioners shall hold office foratermof
five years from the date on which they enter upon office or until they attainthe age of sixty-
five years whichever is earlier. - Co o T ‘ :

(2) The Chief Commissioner and the Commissioners shall hold office for aterm of five

years from thé date on which he enters upon his office and shall not be eligible for
reappointment.
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18, {{) The State Government shall provide the State Public Grievance Redressal
Cemmission with such officers and employees as may be required for the discharge of its
functions under this Act,

{2} The officers and employees so appointed under sub-section (f) shall discharge
5 their functions under the general superintendence of the Chief Commissioner,

(3) The salary and allowances payable to, and the other terms and conditions of
service of,— .

{a)the Chief Commissioner shall be the same as that of an Election Commissioner;
and

10 (#) the Commissioners shall be the same as that of the Chief Secretary of the State:

Provided that if the Chief Commissioner or Commissioner, at the time of his
appointment is, in receipt of a pension, other than a disability or wound pension in
respect of any previous service under the Government of India or the Government of
State, his salary in respect of the service as Chief Comumnissioner or Conunissioner

i5 shall be reduced by the amount of that pension, including any pertion of pension,
which was commuted and pension equivalent of other forms of retirement benefits,
excluding pension equivalent or retirement gratuity:

Provided further that where the Chief Commissioner or Commissioner, if at the
titne of his appointment, is in receipt of retirement benefits in respect of any previous
20 service rendered in a Corporation established by or under any Central Act or State
Act or a Govermment company owned or contrelled by the Centrat Government or the
State Government, his salary in respect of the service as a Chief Commissioner or the
Commissioner shalt be reduced by the amount of pension equtivalent to the retirement

benefits: :

25 Provided also that neither the salary and allowances nor the other térms and
conditions of service of the Chief Commissioner or Corumissioner shall be varied to
thelr disadvantage after appointment.

19, if, for any reason other than temporary absence, any vacancy occurs in the

office of the State Public Grievance Redressal Commission then the Chief Commissioner

30 shall appoint another person in accordance with the provisions of this Act to fill the

vacancy and the proceedings may be continued before the Commission from the stage at
which the vacancy is filled.

20. (/3 Any member of the State Public Grievance Redressal Commission may, by
notice in writing.under his hand addressed to the Governor of the State with a copy to the
% Chief Commissioner, resign his office.

e
LA

(2) Notwithstanding anything contained in sub-section ([}, the Governor may by
order remove from office the Chief Commissioner or any Commissioner if the Chief
Commissioner or a Commissioner, as the case may be,—

{«) is adjudged an insolvent; or

44 (b) has been convicted of an offence which, in the opinion of the Governor,
involves moral turpitude; or

() engages during his term of office in any paid employment outside'the duties
of his office; or

() is, in the opinion of the Governor, unfit to continue in office by reason of
45 infirmity of mind or body; or . c.

() has acquired such financial or other interest as is likely to affect prejudicially
his functions as the Chief Commissioner or as a Connnissioner. :

i

Staft, Salary
and
allowances of
State
Commission.

.

v

Filling up of
vacancies.

Resignation
and removal.




10

(3) The Stite Government may. by rules, regtlute the procedure for the investigation
of misbehaviour or incapacity of the aforesaid Chief Contirissioner or Commissioners,

Power of © " -21.¢) The Stme Public Grievance Redressal Comaiission shall, for the purposes of its
¢ ‘:j‘"""-"s"‘“ functions under this Act. have the same powers as are vested in a civil court under the Code
At . N . . .
procedure of Civil Progedure, 1908 in respect of the following matlers, namely;— .
beiure i, () summoning and enforcing the attendance of any person and examining him
on oath; ‘ '
{(h)discovery and production of any document or other material object producible
as evidence; ' ‘
(¢) receiving evidence on affidavits;
() requisitioning of any public record;
(e} issuing commission for the examination of witnesses:
(/) reviewing its decisions, directions and orders;
() any other matter which niay be prescribed,

(2) The State Public Grievance Redressal Connmission shall not be bound by the
procedure laid down in the Code of C ivil Procedure, 1908 but shall be guided by the principles
of natural justice and subject to the other provisions of this Act and of any rules made
thereunder, the Commission shall have the power 1o regulate its own procedure.

I'rocedure of 22. (/) The State Public Grievance Redressal Commission shall have original

f“!‘;‘“"““"" Jwrisdiction to decide every appeal made to it under section 12.

by State ‘

Public (2) The State Public Grievance Redressal Commission shal arrange to deliver copies

I(e"z"'r"“:’;"' of the decision to the partics concerned within 4 period of fifteen days from the date of such
Ldress: ..

Commission,  decision,

Procecdings 23. Ali proceedings before the State Public Grievance Redressal Commission shail be

before deemed to be judicial proceedinas within the meaning of sections 93 and 228 of the Indian

¢ J p 8 g

Commission . ..
to be judicial  Fenal Code and the Commission shall be deemed to be a civil court for the purposes of

proceedings,  sections 345 and 346 of the Code of Criminal Procedure, 1973

Sealt and 24. The staffand officers of the State Public Grievance Redressal Commission shall be
E“’Ct;‘? 1o deemed to be public servants within the meaning of section 21 of the Indian Penal Code.
¢ public
Servants. .
Time frame 25. (/) Anappeal under section 12 shall be disposed of within sixty days from the date

for disposat of filing of the appeal:
of appeals.

Provided that an appeal of an urgent or immediate in nature shall be disposed of
within the same day of the receipt of the appeal or before e date on which the cause of
action may cease to exist, which shall not be later than fifteen days from the date of receipt
of the appeal.

(2) The State Public Grievance Redressal Commission may impose penalty, inchuding
compensation to the complainant, while deciding ai appeal against designated officer and
Grievance Redress Officers for zicting inamala fide manner or having failed to discharge
his duties without any sufticient and reasonable cause:

Provided that the conceined officers of the public authority shali be given a reasonable
opportunity of being heard béfore any penalty is imposed on them under this section.

Power to 26. (/) The State Public Grievance Redressal Commission shall, upon adjudication of
issue a complaint, have the power to jssue directions,——

directions

and exercise (@) requiring the public authority to take such steps as may be necessary to
ortgimnal seeure comptiance with the provisions of the Citizens Charter;
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(b requiring the timely creation, updation and wide dissemination ofthe Citizens
Charter of the public authority. o S . .

(M s!nli be the duty of the State Public Grievance Redressal Gominission to receive
and inquire into a complaint from any person,— ‘ : ‘

() who has been ‘tnable to submit an appeal to the designated authority;

W

(&) who has been refused redress of grievance under this Act;
(¢) whose complaint has not been disposed of within the time limit specified;

{e/y who has been denied access to the Citizens Charter of the public authority
either because the Charter was not created by the public authority or is inadequate in
I any regard or it is not widely disseminated to make people aware of it;

(e) in respect of any other matter relating to registering and redressing of a
complaint or appeal under this Act.

(3) The State Public Grievance Redressal Commission may, suo motu, take notice of -

failure to deliver goods and services in accordance with the provisions of this Act and refer
15 such cases for disposal to the Head ofthe Department of the Public Authority and in such

cases, an action taken report shall be sent by the Head of the Department of the Public

Authority to the State Commission within thirty days from the date of such reference.

(4) Where the State Public Grievance Redressal Commission, is satisfied that there are
reasonable grounds to inquire into the m'mer it may initiate an inquiry swo motn in respect
20 thereof.

27. In any appcal proceedings, the burden of proof to establish that a non- redressal
of complaint by the Grievance Redressal Officer shall be on the Grievance Redress Officer
who denied the request.

28. Where it appears to the Commission that the grievance complained of is, prima
25 facie, indicative of a corrupt act or practice in terms of the Prevention of Corruption

49 of 1988 Act, 1988, on the part of the responsible officer of the public authority complained against,

then, it shall record such evidence as may be found in support of such conclusion and shall
refer the same to'the appropriate authorities.

_ CHAPTER VI
30 - ESTABLISHMENT OF THE CENTRAL PUBLIC GRIEVANCE REDRESSAL COMMISSION

29. (/) Any person who, does not receive a decision within the time specified in
Chapter V, or is aggrieved by a decision of the deswmted authority falling within the
- jurisdiction of the Central Government, may within thirty days from the expiry of such
period or from the receipt of such a decision prefer an appeal to the Central Public Gne\"mce
35 Redressal Commission:

Prowded that the Commission may admlt the appeal aﬂes the expiry of tinrty daysifi lt
is satisfied that the complainant was prevented by sufficient cause from filing the appeal in
time.

{(2) The decision of the Central Public Grievance Redressal Commission under this
40 section shall be binding. : '

30. The Central Government shall Constitute, by notiﬁcggiatl, a body to be known as

"Central Public Grievance Redressal Commission'' to exercise the jurisdiction, powers.

and authority conferred under this Act.
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31 The Central Public Grievance Redtessal Comumission shall consist of,—
{a} the Chiel Public Grievance Redress Commissioner; and

(&) such number of Central Public: Grievance Rediess Commissioners, not
exceeding ten, as may be prescribed out of which at least one each shall be from
amongst Scheduled Castes, Scheduled Tribes and Women,

32. (1) The Chief Public Grievance Redress Commiss:ioner and Central Public Grievance
Redress Commissioners shall be appointed by the President on the recommendation of a
Committee consisting of — ‘

(@) the Prime Minister, who shall be the C hairperson of the committee:
(b) the Leader of Opposition in the Lok Sabha; and

() asitting Judge of the Supreme Court to be nominated by the Chief Justice of
India.

(2} The Selection Cotmmittee shail select out of a panel of five eligible candidates for
each vacancy which shall be finatised by a search committee consisting of such members as
may be prescribed.

{3) Subject to the provisions of sub-sections (1) and (2), the Selection Commiitee may
regulate its own procedure. '

33. (1) A person shall not be quatified for appointment as a Chiel Commissioner or
Commissioners of Central Public Grievance Redress Commissioner unless,—

(a) he is, or has been an officer of the Central Government and has held the post
in the rank of Secretary to the Government of [nelia; or

(k) he s, or has been, in the rank a Chief Justice ofa High Coutt or a Judge of
the Supreme Court;

(¢) he is, an eminent person recognised for his work towards public service in
the area and who has worked for at least lwenty years in the social sector with a post-
- graduate degree in a relevant subject:

Provided that the Central Government may prescribe criteria in addition to the
above for the appointment of the Chief Commissioner and Conunissioners.

34, (1) The Chief Public Grievance Redress Commissioner and the Central Public
Grievance Redress Commissioners shall hold office for a term of five years from the date on
which they enter upon the office.

(2) The Chief Grievance Redress Commissioner shall hold office for a terin of five
years from the date on which he enters upon his office and shall not be eligible for
reappointment. :

35.(/) The Central Government shall provide the Central Public Grievance Redressal
Commission with such officers and employees as may be required for the discha rge of its
functions under this Act.

(2} The officers and employees so appointed under sub-section (1) shall discharge
their functions under the general superintendence of the Chief Public Grievance Redress
Commissioner.

(3) The salary and allowances payable to and the other terms and conditions of
service of,— '

(a) the Chief Public Grievance Redress Commissioner shall be the same as
thaf of the Chief Election Commissioner; and

() the Central Public Grievance Redress Commtissioner shall be the same as
that ol an Election Commissioner:

wh
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Provided that if the Chief Public Gricvance Redress Commissioner or Central
Public Grievance Redress Commissioner, at the time of his appointment is, in receipt
of a pension, other than a disability or wound pension in respect of any previous
service under the Government of India ox the Government of State, his salary in

respect of the service as Chief Public Grievanée Redress Commissioner or Central

Public Grievance Redress Commissioner shall be reduced by the amount of that
pension, including any portion of pension, which was commuted and pension equivalent
of other forms of retirement benefits, exeluding pension.eq'uimleht or retirement
gratuity: g ' R

. Provided further that where the Chief Publie Grievance Redress Cotnnissioner
or Central Public Grievance Redress Commissioner, if at the time of his appointment,
is in receipt of retirement benefits in respect of any previous service rendered ina
Corporation established by or under any Central Act or State Act or a Govermnent
company owned or controlled b_\"the_C'entral Government or the Stafe Government,
his salary in respect of the service as a Chief Public Grievanee Redress Commissioner
or the Central Public Grievance Redress Commissioner shall be red uced by the
amount of pension equivalent to the retirement henefits: o

Provided also that neither the salary and allowances nor the other terms and
conditions of service of the members of the Central Public Grievance Redressal
Commission shall be varied to their disadvantage after appointment.’ '

36. I, for any reason other than temporary absence, any vacancy occurs in the
office ofthe Central Public Gricvance Redressal Commission then the Chief Public Grievance
Redress Commissioner shall appoint another person in accordance with the provisions
of this Act to fill the vacancy and the proceedings may be continued before the Commission
from the stage at which the vacancy is filted. _ : ‘

37. (1) Any member of the Central Public Grievance Redressal Commission may, by
notice in writing under his hand addressed to the President with a copy to the Chief Public
Grievance Redress Commissioner, resign his office. :

. {2) Notwithstanding anything contained in sub-section (7); the President may by
order remove from office the Chief Public Grievance Redress Commissioner or any Central
Public Grievance Redress Commissioner if the Chief Public Grievance Redress Commissioner
or the Central Public Grievance Redress Commissioner, as the case may be,—

a} is adjudged an insolvent; or
Hudag

(b) has beén convicted ol an offence which, in the opinion of the President,
involves moral turpitude; or '

¢} engages during his term of office inany aid employment outside the duties '
£2a8 2 yp pioy

ofhis office; or

... {d) is, in the opinion of the President, unfit to continue in office by reason of
infirmity of mind orbody;or: -~ .. I : 3 '

(e) has acquired such fiiancial or dther interest as is likely to affect prejudiciaity
his functions as. the Chief Public Grievance Redress Commissioner or'a Central Public
Grievance Redress Commissioner, - e Lo :

{3) The Central Government may, by rulgs, regulate the procedure for the investigation

of misbehaviour or incapacity of the aforesaid Chief Public Grievance Redress Commissioner

or Central Public Grievance Redress Commissioners.

38.(J) The CcntraiiP;gbl;ic Grievance Redyessal Commission shall, for the purposes of
its functions under'this Act, have'the same powers as are yest_ed.in a civil court under the
Code of Civil Procedure, 1908 in réspecét of the following matters, nantely: —

(@) summoning and enforcing the attendance of any persoﬁ and examining him

on oath; ' L
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(") discovery and production of any document or other material object producible

" as evidence;
(¢} receiving evidence on affidavits;
() requisitioning of any public record;
() issuing commission for the examination of withesses:
() reviewing its decisions, directions and orders;
(g) any other matter which may be prescribed.

(2) The Central Public Grievance Redressal Commission shall have orj ginal jurisdiction
to adjudicate upon every application made to it under section 29.

(3) The Central Public Grievance Redressal Commission shal! not be bound by the
procedure laid down in the Code of Civil Procedure, 1908 but shall be guided by the principles
of natural justice and subject to the other provisions of this Act and of any rules made
thereunder, the Commission shall have the power to regulate its own procedure,

() The Central Public Grievance Redressal C omnission shail arrange to deliver copies
of the decision to the parties concerned within a period of fificen days from the date of such
decision. :

39. Al proceedings before the Central Public Grievance Redressal Commission shali
be deemed to be judicial proceedings within the meaning of sections 193 and 228 of the
Indian Penal Code and the Commission shall be deemed to be a civil court for the putposes
of sections 345 and 346 of the Code of Criminal Procedure, 1973,

40, In any appeal proceedings, the burden of proof to establish that a non-redressal
of complaint by the Grievance Redressat Officer shall be on the Grievance Redress Officer
who denied the request.

41. The stafTand officers of the Central Public Grievance Redressal Commission shall
be deemed to be public servants within the meaning of section 21 of ihe Indian Penal
Code.

42.(7) An appeal under section 29 shal] be disposed of within sixty days from the date
of filing of the appeal;

Provided that an appeal of an urgent or immediate in nature shall be disposed of
within the same day of the receipt of the appeal or before the date on which the cause of
action may cease to exist, which shall not be later than fifteen days from the date of receipt
of the appeal.

(2) The Central Public Grievance Redressal Commission may impose penalty, including

compensation to the complainant, in deciding an appeal against designated officers and

Grievance Redress Officers for acting in a mala fide manner or having failed to discharge
their duties without any sufficient and reasonable cause:

Provided that the concerned officers of the public authority shall be siven a reasonable
opportunity of being heard before any penalty is imposed on them. ' T

43, (/) The Central Public Grievance Redressal Commission shail, upon adjudication
of a complaint, have the power to jssue directions,—

(@) requiring the public authority to take such steps as may be necessary to
secure compliance with the provisions of the Citizens Charter;

(hyrequiring the timely creation, updation and wide dissemination ofthe Cltizens
Charter of the public attthority.
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(2) It shall be the duty of the Ceniral PPublic Grievance Redressal Commission to
receive and inquire into a complaint from any person,—

{a) who has been unable to submit an appeal to the designated authority;
() who has been refused redress of grievance under this Act;
(€) whose complaint has not been disposed of within the time limit specified;

() who has been denied access to the Citizens Charter of the public authority
either because the Charter was nof created by thie public authority, or is inadequate in
any regard or it is not widely disseminated to make people aware of it;

() in respect of any other matter relating to registering and redressiﬁg of a
complaint or appeal under this Act. :

(3) The Central Public Grievance Redressal Commission may, suo motu, take notice of
failure to deliver goods and services in accordance with the provisions of this Act and refer

‘such cases for disposal to the Head of the Department of the Public Authority and in such

cases, an action taken report shall be sent by the Head of Department of the Public Authority
to the Central Commission within thirty days from the date of such reference.

(4) Where the Central Public Grievance Redressal Commission, is satisfied that there
are reasonable grounds to inquire into the matter, it may initiate an inquiry swo motu in
respect thereof.

44, Where it appears to the Central Public Grievance Redressal Commission that the
grievance complained of is prima facie indicative of a corrupt act or practice in terms of the
Prevention of Corruption Act, 1988, on the part of the responsible officer of the public
authority complained against then it shall record such evidence as may be found in support
of such conclusion and shall refer the same to the appropriate authorities.

CHAPTERIX
PENALTIES AND COMPENSATION:

45, (1) The designated authority, the State Public Grievance Redressal Commission or
the Central Public Grievance Redressal Commission, as the case may be, may impose a lump
sum penalty against designated official responsible for detivery of goods and services or
Grievance Redress Officer for their failure to deliver goods or render services to which the
applicant is entitled, which may extend up to fifty thousand rupees which shall be recovered
from the salary of the official against whom penalty has been imposed.

(2) On imposition of the penalty under sub-section (/ ),. the appe{!ate authority may,
by order, direct that such portion of the penalty imposed under the said section shall be
awarded to the appetlant, as compensation, as it may deem fit:

Provided that the amount of such compensation awarded shall not exceed the amount
of penalty imposed under the said section. : U ‘

(3) Ifany public servant is found guilty under sub-section (1), the disciplinaty authority
shall initiate the disciplinary proceedings against such officer of the public authority, who
if proved to be guilty of a mala Jide action in respect of any provision of this Act, shall be

tiable fo such punishment including a penalty as the disciplinary authority may decide.
REPORTING OF. REDRESSAL OF GRIEVANCES BY PUBLIC AUTHORITY

46. (7) Every public authority shall ensure that every Grievanice Redressal Officer
keeps arecord of complaints made to it or appeal therein and the decisions on such complaints
and appeals. e '
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(2) Every public authority shall publish on its website, by the 15th day of every month
or at such shorter intervals, as may be prescribed, a report mentioning therein—

(a) the number of complaints received;
(b) the number of complaints pending;
(¢) the number of complaints disposed of: and,

(d) such other particulars, as may be prescribed, for discharge of its functions
under this Act,

CHAPTERXI
MISCELLANEQUS

47. (1) Any person aggrieved by the decision of the Central Public Grievance Redressal
Commission may prefer an apeal to the Lokpal constituted under the Lokpal and Lokayuktas
Act, 2011, :

' (2) Any person aggrieved by the decision of the State Public Grievance Redressal
Commission may prefer an appeal to the Lokayukta constituted under the Lokpal and
Lokayuktas Act, 2611,

(3) The time within which and the manner in which the appeal may be filed under this
section shall be such as may be preseribed by the appropriate Government.

48. No civil court shatl have jurisdiction to settle, decide or deal with any question
or to determine any matter which is by or under this Act required to be settled, decided
or dealt with or to be determined by the Grievance Redressal Officer or the designated
authority or the State Public Grievance Redressal Commission or the Central Public Grievance
Redressal Commission.

49. Every order made by the State Public Grievance Redressal Commission or the
Central Public Grievance Redressal Commission may be enforced by the State Public
Grievance Redressal Commission or the Central Public Grievance Redressal Commission, as
the case may be, inthe same manner as if it were a decree or order made by a court in a suit
pending therein and it shall be lawful for the State Public Grievance Redressal Commission
or the Central Public Grievance Redressal Commission, as the case may be, to send, in the
event ofits inability to execute it, such order to the court within the local limits of whose
jurisdiction, —

(@) in the case of a public authority not falling under clauses (b) and (c), the
place at which the main office of such public authority is situated; or

(6) in the case of an order against a public authority being a company, the
registered office of the company is situated; or

{e)in the case of an order against any other person, the place where the person
concerned voluntarily resides or carries on business or personatly works for gain
is situated, and

thereupon, the court to which the order is so sent, shall execute the orders as if it were a
decree or order sent to it for execution. ‘

50. No si:it, prosecution or other legal proceeding shall lie against any person for
anything which is in good faith done or intended to be done under this Act or any rule made
thereunder.

51. The provisions of this Act shall be in addition to and not in derogation of, any
other law for the time being in force. '

52. (1) The appropriate Government may, by notification, make rules for carrying out
the provisions of this Act.
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(2) In particular, and without prejudice to the generality of the foregoing power, such
rules may provide for all or any of the following matters, namely:—

(a) the officer or the authorily to be designated as Designated Authority under
clause (A1) of section 2;

(D) other information under clause (g) of sub-section (2) of section 4,
(c) matters in relation to Citizens Charter under sub-section {3} of section 4;

(c) matter in relation to the information and facilitation centre, under sub-section
(3) of section 6;

{e) the manner of inquiry into and redressal of grievance of the complaints
received from citizens under sub-section {7} of section 7;

{7} the other means by which complaints may be made under section §;

{g) the othcr matterz for which the designated authority shall have power under
clause (g) of sub-section (+) of section 11,

(/) the number of Commissioners of the State Public Grievance Redressal
Commission under clause (») of section 14,

(#) the members of the search committee under sub-section (2) of section 15;

(/) additional criteria in relation to selection of Chief Commissioner and the
Commissioners of the State Pubiic Grievance Redressal Commission under proviso to
section 16;

(%) the procedure of investigation of misbehaviour or incapacity for removal of
the Chief Commissioners and other Commissioners of, the State Public Grievance
Redressal Commission under sub-section {3) of section 20;

(/) the other matters for which the State Public Grievance Redressal Commission
shall have the powers under clause (g) of sub-section {/} of section 21;

() the number of Commissioners of the Central Public Grievance Redressal
Commission under clause (4) of section 31;

(#) the members of the search committee under sub-section (2) of section 32;

{o) additional criteria in relation to selection of Chief Commissioner and the
Commissioners of the Central Public Grievance Redressal Commission under proviso
to section 33;

(p} the procedure of investigation of misbehaviour or incapacity for removal of
the Chief Commissioner and other Commissioners of, the Central Public Grievance
Redressal Commission under sub-section (3) of section 37,

{q} the other matters for which the Central Public Grievance Redressal
Commission shall have the powers under clause (g) of sub-section () of section 38;

{7} the time within which the record of complaints to the public authority and the
decisions on the complaints and appeals shall be published on the website and other
particulars under sub-section {2} of section 46;

() the fime within which and the manner in which appeal may be filed under
sub-section (3} of section 47;

() any other matter which is required to be or may be prescribed under this Act.

43, {1} Every rule made by the Central Government shall be laid, as soon as may be
after it is made, before each House of Parliament, while it is in session, for a total period of
thirty days which may be comprised in one session or in two or more successive sessions,
and if before the expiry of the session immediately following the session or the successive
sessions aforesaid, both Houses agree in making any modification in the rule or both Houses
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agree that the rule shouid not be made, the rule shal) thereafter have effect only in such
modified form or be ofno efiect, as the case may be; so, however, that any such modification
or annuiment shall be without prejudice to the validity of anything previously done under
that rule,

{(2) Every rule made by the State Government shall be taid, as soon as may be after it
is made, before the State Legistature,

34. (/) Ifany difficulty arises in giving effect to the provisions of thig Act, the Central
Government may, by order, published in the Official Gazette, make such provisions not
inconsistent with the provisions of this Act as may appear to be necessary for reinoving the
difficulty:

Provided that no order shail be made under this section after the expiry of two years
from the commencement of this Act.

(D Eifery order made under this section shall be laid, as soon as may be after it is
made, before each House of Parliament.
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STATEMENT OF OBJECTS AND REASONS

Citizen's Charters were introduced in India in 1997, which was voluntary in character.
The main elements of the Citizens Charter were to be published containing the details of
services and the time period for delivery of such services. These charters gradually spread
from Central Ministries and Departments to States and their Organisations. However, a vast
majority of them remained ineffective and dormant. In order to improve Public Service Delivery,
a service excellence model called “Sevottam” was initiated in 2005 to give a new thrust to the
implementation of Citizens Charter, which has been successfully piloted in a few chosen
organisations of the Government of India and States and is being upscaled considerably.
Centralised Public Grievance Redress and Monitoring System (CPGRAMS) was launched in
2007, which is a web based portal for lodging complaints by the public. It is now operational
in all the Ministries and Departments of Government of India along with about 6000 of their
subordinate organisations. Many States have also enacted Right to Public Service Delivery
Legislation in which a few important Public Services have been selected for service delivery.
1 was felt that these efforts were noteworthy, but in the absence of an overarching structure,
their impact was diffused and limited. In this context, it was felt that Rights based approach
be followed in this respect by making the Citizens Charter statutory and endowing public
with the right to get delivery of services within stipulated time lines.

2. In view of the aforesaid, it has been felt necessary to enacta comprehensive legislation,
namely, the Right of Citizens for Time Bound Delivery of Goods and Services and Redressal
of their Grievances Bill, 2011. The Bill, inter alia,—

(a) confers right on every individual citizen to time bound delivery of goods and
provision for services and Redressal of grievances;

(b) require every public authority to publish, within six months of the
commencement of the proposed legislation, a Citizens Charter specifying therein the
category of goods supplied and services rendered by it, the time within which such
goods shall be supplied or services be rendered the name and addresses of individuals
responsible for the delivery of goods or rendering of services;

(c) provide for obligation of the Head of the Department for updating and
verifying the Citizens Charter;

(d) require every Public Authority to establish information and facilitation centre
for efficient and effective delivery of services and redressal of grievances, which may
include establishment of customer care centre, call centre, help desk and people’s
support centre;

(e) require every public authority to, within six months from the date of the
coming into force of the proposed legislation, designate as many officers as may be
necessary as Grievance Redress Officers. in all administrative units or offices at the
Central, State, district and sub-district levels, municipalities, Panchayats whereat
supplies of goods or render services to receive, enquire into and redress any complaints
from citizens in the prescribed manner;

(f) require the concemned Grievance Redress Officer, upon receipt of a complaint,
{0 ensure that the grievance is remedied in a timeframe not exceeding thirty days from .

the date of receipt of the complaint, _

(g) provides that any individual aggrieved by a decision of the cencerned
Grievance Redress Officer or who has not received an action taken report in respect of
a complaint filed by him, may, ifhe so desires, within thirty days from the expiry of such
period or from the receipt of such decision, prefer an appeal to the Designated Authority
who shall disposed of such appeal within thirty days from the date of receipt of such
appeal; ‘
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(72} provide for constitution of the State Public Grievance Redressal Commission
and the Central Public Grievance Redressal Commission consisting of Chicf Commis-
stoners and other Commissioners;

(9) any person aggrieved by the decision of the Desipnated Authority faliing
under the jurisdiction of the State Government may prefer an appeal (o the State Public
Grievance Redressal Commission and any person aggrieved by the decision of the
Designated Authority falling under the Jurisdiction of the Central Government may
prefer an appeal to the Central Public Grievance Redressal Comnission;

() confer power upon the Designated Authority, the State Public Grievance
Redressal Commission and the Central Public Grievance Redressal Commission to
impose a Iump sum penalty, including compensation to the complainant, against
designated official responsible for delivery of goods and services or Grievance Redress

cutitled, which may extend up to {ifty thousand tfupees which shall be recovered from
the salary of the official against whom penality has been imposed;

(k) provides that on the imposition of the benalty, the appeliate authority may,
by order, direct that such portion of the penalty imposed under the proposed legisia-
tion shal be awarded to the appellant, as compensation, not exceeding the amount of
penally imposed, as it may deem fit; _

(D) provides that if any public servant is found guilty of offence, the disciplinary
authority shal initiate the disciplinary proceedings against such officer of the public
authority, who if proved to be guilty of 2 mala Jide action in respect of any provision
of this Act, shall be liable to such punishment including a penalty as the discipiinary
authority may decide;

(m) provides that in any ﬁppeal proceedings, the burden of proof to establish
that a non-redressaj of complaint by the Grievance Redressal Officer shail be on the
Grievance Redress Officer who denied the request;

(n) provides that where it appears to the Designated Authority or the State
Public Grievance Redressal Commission or the Central Public Grievance Redressai
Commission that the grievance complained ofis Primafacie indicative of 3 corrupt act
or practice in terms of the Prevention of Corruption Act, 1988, on the part of the

appropriate authorities Competent to take cognizance of such corrupt practice;

(o) provides that any person aggrieved by the decision of the Central Public
Grievance Redressal Commission may prefer an appeal to the Lokpal, and any person
aggrieved by the decision of the State Public Grievance Redressal Commission may
prefer an appeal to the Lokayukta, constituted under the Lokpal and Lokayuktas Act,
2011, : :

3. The notes on clauses explain in detail the various provisions contained in the Bj li.

4. The Bill seeks fo achieve the above objects.

New Dreag; © V.NARAYANASAMY.
The 1615 December 2011,




. Notes on Clauses

Clause 1.— This clause provides for the short title, extent and commencement of the
proposed legislation.

'

Clasue 2.— This clause provides for definitions of various expressions used in the
proposed legislation, which, /nter alia, include “action taken report”, “appropriate
Government”, “Citizens Charter”, “days”, “Designated Authority”, “Grievance Redress
Officer”, “Head of Departiment”, “Information and Facilitation Centre”, “public authority”
and “service”, etc.

Clause 3 — This clause provides for right to service. It provides that every individual
citizen shail have the right to time bound delivery of goods and provision for services and
redressal of grievances.

Clause 4 — This clause provides for obligation of public authority to publish Citizens
Charter. It provides that every public authority shall publish, within six months of the
commencement of the proposed legislation, a Citizens Charter specifying thercin all the
category of goods supplied and services rendered by it, the time within which such goods
shall be supplied or services be rendered.

It further provides that without prejudice to the generality of the provisions contained
in sub-section (/), the Citizens Charter shall provide all or any of—{a) all the details of
zoods supplied and services rendered by the public authority and the name of person or
agency through which such goods are supplied or services rendered and timings during
which such services are supplied or services rendered; (b) the conditions under which a
person becomes entitled for goods or services, and the class of persons who are entitled to
receive such goods and avail services; (c) the quantitative and tangible parameters (including
weight, size, frequency) of the goods and services available to the public; (d) complaint
redressal mechanism including the time within which the complaint be disposed of and the
officer of the public authority to whom such complaint may be made; (¢) the name and
addresses of individuals responsible for the delivery of goods or rendering of services
mentioned in (a) above; (f) any other functions, obligations, responsibility or duty of the
public authority is required or reasonably expected to provide; (g) any other information
relevant to delivery of goods or provision of services or such other information as may be
preseribed.

It also provides that the appropriate Government may, by notification, make rules in
relation to citizens charter and grievance redressal.

Clause 5.— This clause provides that obligation of Head of Department for updating
and verifying the Citizens Charter. It provides that the Head of Department in éach public
authority shall be responsible for updating and verifying the Citizens Charter evety year
and the accuracy of the contents thereof and the responsibility of the Head of the Department
of every public authority to ensuie that the Citizens Charter is widely disseminated to the

public.

It further priovides that it shall be the responsibility of the Head of Departinent of
every public authority to take steps in accordance with section 4 of the Right to Information
Act, 2005 for providing relevant information fo the public enabling them to exercise their
rights under the proposed legislation.

it also provides that every Head of Department shall ensure that all material be
disseminated taking into consideration the local language and the most effective method of
communication in that local area free of cost and every Head of Department shall to the
extent possible, ensure that the Citizens Charter is made available at the website of the
public authority and in other electronic forms and shall be available free of cost.

21
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Italso provides that every Head of Department shall ensure that a copy of the Citizens
Charter of the public authority duly certified by him is submitted to appropriate bodies,
including appropriate Central and State Public Grievance Redress Commission, when it is
published and subsequently, every time that it is modified, updated or amended.

Clause 6.— This clause provides for establishment of Information and Facilitation
Centre, It provides that every Public Authority shall establish information and facilitation
centre for efficient and effective delivery of services and redréssal of grievances, which
may include establishment of customer care centre, call centre, help desk and people’s
support centre.

it further provides that every Head of Department of the public authority shall be
responsible for the development, improvement, modernisation and reform in service delivery

- and Redressal of grievance system. It shall also include adoption of electronic modes,

internet, etc., and the appropriate Government may, by notification, make rules in relation to
Information and Facilitation Centre,

Clause 7.— This clause provides for appointment and Obligations of Grievance
Redress Officers, including for each municipalities and Panchayat. It provides that every
public authority shall, within six months from the date of the comning into force of the
proposed legislation, designate as many officers as may be necessary as Grievance Redress
Officers in all administrative units or offices at the Central, State, district and sub-district
levels, municipalities, Panchayats whereat supplies of goods or render services to receive,
enquire into and redress any complaints from citizens in the prescribed manner.

It further provides that the Grievance Redress Officer so appointed shall be at least
one level above and be deemed to have administrative contro! on the individual designated
to deliver goods or render services as per the Citizens Charter and every public authority
shall, immediately on appointment or designation of a Grievance Redress Officer, give a
public notice in a newspaper published in Hindi or English language and in a newspaper
published in an Indian language in circulation in the area in which such service provider is
providing services, indicating therein the name ofthe Grievance Redress Officer, his address
and {elephone number, e-mail address, facsimile number and other means of contacting him
in respect of each area for which the Grievance Redress Officer have been appointed or
designated and thereafter give such public notice at least once in twelve months in the
same manner and in case of change of the name of the Grievance Redress Officer, his
address and telephone number, e-mait address, facsimile number and other means of
contacting him shall be intimated by public notice, in the same manner specified in this
clause and display it at its each office, Information and Facilitation Centre, Call Centre,
customer care centre, help desk, People’s Support Centre and at the sales outlets, website
and at the office of the Grievance Redress Officer and the appellate authority, the name of
the Grievance Redress Officer, their addresses and telephone numbers, e-mail addresses,
facsimile numbers and other means of contacting them, in respect of each area for which the
Grievance Redress Officer have been appointed or designated.

It also provides that every public authority shall appoint or designate such number of
Grievance Redress Officer for such arcas, as it may be considered by it necessary, for being
casily accessible and available for redressal of grievance of the public and the Grievance
Redress Officer shall provide all necessary assistance to citizens in filing complaints and
where a complainant is unable to make a complaint in writing, the Grievance Redress Officer
shall render all reasonable assistance to the person making the request orally to reduce the
same in writing. '

Clause 8,— This clause provides for acknowledgment of complaint by receipt thereof.
It provides that all complaints shall, within two days of the making of the complaint, be
acknowledged by a receipt, issued in writing or through electronic means or through text
message or through telephone or through any other means as may be prescribed, specifying
the date, time, place, unique complaint number and particulars of receiver of complaint
along with the stipulated time-frame in accordance with its Citizens Charter within which the
complaint will be redressed, ‘




et
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Clause 9.— This clause provides for action to be taken by Grievance Redress Officer.
It provides that on receipt of a complaint, it shall be the duty of the concerned Grievance
Redress Officer to ensure,—— (a) the grievance is remedied in a time frame not exceeding
thirty days from the date of receipt of the complaint; (b) the reason for the occurrence of the
grievance is identified and the responsibility of the defaulting office or individual is fixed
and the grievance is redressed satisfactorily within thirty days from the date of receipt of
the complaint by the Grievance Redress Officer; (c) where the grievance has occurred as a
result of a deficiency, negligence or malfeasance on the part of an pfﬁce or individual that
the action is taken in accordance with conduct rules and departmental procedures; {d)
where the Grievance Redress Officer is convinced that the individuat responsible for the
delivery of the goods and services has wilfulty neglected to deliver the good or service or
there exist prima facie grounds for a case ander the Prevention of Corruption Act 1988, the
Grievance Redress Officer canmake an observation to that effect along witha recommendation
for the penalty including compensation to the complainant to be imposed, to the designated
authority.

It further provides that the Grievance Redress Officer may seek the assistance of any
other officer required for the proper discharge of his duties or may direct any other officer
to take action to redress a complaint and any officer, whose assistance has been sought
under sub-section (2), shall render all assistance to the Grievance Redress Officer seeking
his assistance and for the purposes of any contravention of the provisions of the proposed
fegislation, such other officer shall be deemed to be a Grievance Redress Officer for the
purposes of the proposed legistation and the Grievance Redress Officer shall ensure that
the complainant is informed in writing the manner in which the grievance is redressed and
shall give him a report in the formn of an action taken report.

Clause 10.— This clause provides for forwarding of details of non redressal of .
complaints to the Head of Department of the Public Authority. It provides that the Grievance
Redress Officer shall, inmediately after the expiry of the period of thirty days, report every
complaint which has not been redressed along with the details of the complainant, nature of
complaint, and reasons for non redressal of complaints to the designated authority.

* Clause 11— This clause provides for appeal. It provides that every complaint forwarded
along with the details shall be deemed to have been filed by way of an appeal to designated
authority.

[t further provides that any individual aggrieved by a decision of the concerned
Grievance Redress Officer or who has not received an action taken report in respect of a
complaint filed by him,'may, if he so desires, within thirty days from the expiry of such
period or from the receipt of such decision, prefer an appeal to the designated authority may
admit the appeal after the expiry of thirty days if it is satisfied that the complainant was
prevented by sufficient cause from filing the appeal in time and the receipt of the appeal
shall be acknowledged by the office of the designated authority.

It also provides that the designated authority shall, for the purposes of its functions
under the proposed legislation, have the same powers as are vested in-a ¢ivil court under
the Code of Civil Procedure, 1908 inrespect of —(a) summoning and enforcing the altendance
of any person and examining him on oath; (b) discovery 4nd production of any document or
other material object producible as evidence; (c) receiving evidence on affidavits; (d)
requisitioning of any public record; (¢) issuing commission for the examination of witnesses;
() reviewing its decisions, directions and orders; (g) any other matter which may be
prescribed.

it also provides that the designated authority shall have original jurisdiction to
adjudicate upon every application made to it and The Head of Departmenit of the Pubtic
Authority shall not be bound by the procedure laid down in the Code of Civil Procedure,
1908 but shal! be guided by the principles of natural justice and subject to the other provisions
of the proposed legislation and of any rules made thereunder, the Authority shall have the
powet to regulate its own procedure. ' . '
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It also provides that every appeal filed or complaint deemed to by way of an appeal
shall be disposed of by the designated authority within thirty days from the date of receipt
of such appeal and an appeal of an urgent or immediate nature shal be disposed of within
the same day of the receipt of the appeal or before the date on which the cause of action may
cease (o exist, which shall not be later than thirty days from the date of receipt of the appeal
and the Head of Department of the Public Authority shall arrange to deliver copies of the
decisions to the parties concerned within a period of five working days from the date of
such decisions.

It also provides that the designated authority may impose penalty including
compensation to the complainant in deciding an appeal against concerned officer for acting
in a mala fide manner or having failed to discharge their duties without any sufticient and
reasonablé cause and the concerned officers of the public authority shall be given a
reasonable oppertunity of being heard before any penalty is imposed on them,

Clause 12.-— This clause provides for appeal to State Commission. It provides that
any person who, does not receive a decision within the time specified in Chapter V, or is
aggrieved by a decision of the designated authority, falling within the Jurisdiction of the
State Government, may within thirty days from the expiry of such period or from the receipt
of such a decision prefer an appeal to the State Public Grievance Redressal Commission and
the Commission may admit the appeal after the expiry of thirty days if it is satisfied that the
complainant was prevented by sufficient cause from filing the appeal inn time and the decision
of the State Public Grievance Redressal Commission shall be binding.

Clause 13.— This clause provides for Constitution of State Public Grievance Redressal
Commission.It provides that the State Government shall constitute, by notification, a
Commission to be known as “the State Public Grievance Redressal Commission™ to exercise
the jurisdiction power, and authority conferred under the proposed legislation.

Clause 14.— This clause provides for Composition of State Commission. Jt provides
that the State Public Grievance Redressal Commission shall consist of,—{a) a Chief
Commissioner; and (b) such number of Commissioners, not exceeding ten, as lﬁay be
prescribed, out of which atieast one each shall be from amongst Scheduled Castes, Scheduled
Tribes and Women. ' :

Clause 15.— This clause provides for Selection Committee for appointment of State
Commissioners. It provides that the Chief Commissioner and Commissioners shall be
appointed by the Governor on the recommendation of a Selection Committee consisting
of—(a) the Chief Minister, who shail be the Chairperson of the Committee: {b) the Leader of
Opposition in the Legislative Assembly; and (c) a sitting judge of the High Court to be
nominated by the Chief Justice of the State.

It further provides that the selection committee shall select out of a panel of five
eligible candidates for each vacancy which shall be finalised by a search committee
consisting of such prescribed members and the selection committee may regulate its own
procedure.

Clause 16.— This clause provides qualifications for appointment of State
Commissioners. It provides that a person shall riot be qualified for appointment as a Chief
Commissioner or a Commissioner of the State Public Grievance Redressal Commission
unless— (a) he is, or has been an officer of the State Government and has held the post in
the rank of Secretary or the Principal Secretary to that Government; or (b)he is or has been
a District Judge for at least ten years; or (¢) he is or has been a judge of the High Court of the
State; or (d) he is an eminent person recognised for his work towards public service in the
area and who has worked for at least fifteen years in the social sector with a post graduate
degree in a relevant subject; and the State Government may prescribe criteria in addition to
the above for the appointment of the Chief Commissioner and Commissioners.
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C'tuuse 17.—- This clause provides terms of office of Chief Commissioner and other
Commissioners, 1t provides that the Chief Comunissioner and the Commissioners shall hold
wlfice for a term of five years from the date on which they enter upon office or untif they
altain the age of sixty-five years whichever is earlier and the Chief Commissioner and the
Commissioners shatl hold office for a term of five years from the date on which he enters
upon his office and shall not be eligible for reappointment.

'lunse 18— This clause provides for staff, salary and allowances of State Commission.
I provides that the State Government shall provide the State Public Grievance Redressal
Commission with such officers and employees as may be required for the discharge of its
functions under the proposed legislation.

it further provides that the officers and employees so appointed shall discharge their
functions under the general superintendence of the Chief Commissioner and the salary and
allowances payable to, and the other terms and conditions of service of, the Chief
Commissioner shall be the same as that of an Election Copnmissioner; and the Commissioners
shall be the same as that of Chief Secretary of the State and neither the salary and allowances
nor the other terms and conditions of service of the Commissioners shall be varied to their
disadvantage after appoiniment.

'Clatise 19.— This clause provides for filling up of vacancies. It provides that if, for
any reason other than temporary absence, any vacancy occurs in the office of the State
Public Grievance Redressal Commission then the Chief Commissioner shall appoint another
person in accordance with the provisions of the proposed legisiation to fill the vacancy and
the proceedings may be continued before the Commission from the stage at which the
vacancy is filled. ‘

Clause 20.— This clause provides for resignation and removal, it provides that any
member of the State Public Grievance Redressal Commission may, by notice in writing under
his hand addressed to the Governor of the State with a copy to the Chief Commissioner,
resign his office and the Governor may by order remove from office the Chief Commissioner
or any Commissioner if the Chief Commissioner or a Cominissioner, as the case may be—(a)
is adjudged an insolvent; or (b) has been convicted of an offence which, in the opinion of
the Governor, involves moral turpitude; or (c) engages during his term of office in any paid
employment outside the duties of his office; or (d) is, in the opinion of the Governor, unfit
{o continue in office by reason of infirmity of mind or body; or (e} has acquired such
financial or other interest as is likely to affect prejudicially his functions as the Chief
Commissioner or as a Commissioner,

It further provides that the State Government may, by rules, regulate the procedure
for the investigation of misbehaviour or incapacity of the aforesaid Chief Commissioner or
Commissionets.

Clauise 21 .~ This clause provides for Powers of Commission and procedure before it.
It provides that the State Public Grievance Redressal Commission shall, for the purposes of
its functions under the prdposed tegislation, have the same powers as are vested in a civil
court under the Code of Civil Procedure, 1908 in respeét of— (a) summoning and enforcing
the attendance of any person and examining him on oath; (b) discovery and production of
any document or other material object producible as evidence; (c) receiving evidence on
affidavits; (d) requisitioning of any public record; {e) issuing commission for the examination
of witnesses; (f) reviewing its decisions, directions and orders; (g} any other matter which
may be prescribed.

It further provides that the State Publi¢ Grievance Redressal Commission shall not be
bound by the procedure laid down in the Code of Civil Procedure, 1908 but shall be guided
by the principles of natural justice and subject to the other provisions of the proposed
legistation and of any rules made thereunder, the Conmumission shall have the power to
regulate its own procedure.
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Clayse 22.— This clause provides for procedure of adjudication by State Public
Grievance Redressal Commission. It provides that the State Public Grievance Redressal
Commission shall have original Jurisdiction to decide every appeal made to it and the State
Public Grievance Redressal Comunission shali arrange to deliver copies of the decision to
the parties concerned within a period of fifteen days from the date of such decision.

Clause 23.— This clause provides that proceedinés before Commission to be Judicial
proceedings. It provides that all proceedings before the State Public Grievance Redressal
Commission shall be deemed to be Judicial proceedings within the meaning of sections 193
and 228 of the Indian Penal Code and the Commission shall be deemed to be a civil court for
the purposes of sections 345 and 346 of the Code of Criminal Procedure, 1973,

Clause 24.— This clause provides for Staff and officers to be public servants. It
provides that the staff and officers of the State Public Grievance Redressal Commission
shall be deemed to be public servants within the meaning of section 21 of the Indian Penal
Code,

Clause 25.— This clause provides for time frame for disposal of appeals. Tt provides
that an appeal shall be disposed off within sixty days from the date of filing of the appeal
and an appeal of an urgent or immediate in nature shall be disposed off within the same day 2
of the receipt of the appeal or before the date on which the cause of action inay cease to
exist, which shall not be later than fifteen days from the date of receipt of the appeal and the
State Public Grievance Redressal Commission may impose penalty including compensation
fo the complainant while deciding an appeal against designated officer and Grievance
Redress Officers for acting in a mala fide manner or having failed to discharge his duties
without any sufficient and reasonable cause and the concerned officers of the public authority
shall be given a reasonable opportunity of being heard before any penalty is imposed on
them,

Clause 26— This clause provides for power to issue directions and exercise original
jurisdiction. It provides that the State Public Grievance Redressal Commission shall, upon
adjudication of a complaint, have the power to issue directions—(a) requiring the public
authority to take such steps as may be necessary to secure compliance with the provisions
of the Citizens Charter; (b) requiring the timely creation, updation and wide dissemination
of the Citizens Charter of the public authority.

It further provides that the State Public Grievance Redressal Comnission to receive
and inquire into a complaint from any person—(a) who has been unable to submit an appeal
to the designated authority; (b) who has been refused redress of grievance under the
proposed legislation; (¢) whose complaint has not been disposed off within the time limit
specified; (d) who has been denied access to the Citizens Charter of the public authority
either because the Charter was not created by the Public Authority or is inadequate in any
regard or it is not widely disseminated to make people aware of it; (e) in respect of any other
matter relating to registering and redressing of a complaint or appeal under the proposed
legislation.

Italso provides that the State Public Grievance Redressal Commission may, suo moty,
take notice of failure to deliver goods and services in accordance with the provisions of the
proposed legislation and refer such cases for disposal to the Head of Department of the
Public Authority and in such cases, an action taken report shall be sent by the Head of
Department of the Public Authority to the State Commission within thirty days from the
date of such reference and the State Pablic Grievance Redressal Commission, is satisfied
that there are reasonable grounds to inquire into the matter, it may initiate an inquiry suo
motu in respect thereof, :

Clause 27— This clause provides that burden of proof'to be on Grievance Redressal

- Officer. It provides that in any appeal proceedings, the burden of proof to establish that a
non redressal of complaint by the Grievance Redrssal Officer shall be on the Grievance

. Redress Officer who denied the request, L
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Clause 28— This clause provides for where Grievance complained of is a result of
Corrupt practices. It provides that if it appears to the Cotnmission that the grievance
complained ol is, prima facie, indicative of a corrapt aét or practice in terms of the Prevention
of Corruption Act, 1988, on the part of the responsible officer of the public authority
complained against, then, it shall record such evidence as may be found in suppott of such
conclusion and shall refer the same to the appropriate authorities.

Cluuse 29— This clause provides for appeal to the Ceniral Conunission. It provides
that any person who, does not receive a decision within the time specified in Chapter V, or
Is apgricved by a decision of the designated authority failing within the jurisdiction of
Central Government, may within thirty days from the expiry of such period or from the
recoipt of such a decision prefer an appeal to the Central Public Grievance Redressal
C'onmmission: and the Commission may admit the appeal after the expiry of thirty days ifitis
sattsfied that the complainant was prevented by sufficient cause from filing the appeat in
lime and the decision of the Centrat Public Grievance Redressal Commission shall be binding.

Clause 30.— This clause provides for constitution of Central Public Grievance
Redressal Commission. It provides that the Central Government shall constitute, by
hotification, a body to be known as “Central Public Grievance Redressal Commission™ to
exercise the jurisdiction, powers and authority conferred under the proposed legislation.

Clause 31.— This clause provides for Composition of the Central Commission. It
provides that the Central Public Grievance Redressal Commission shall consist of—(a) the
. Chief Public Grievance Redress Commissioner; and (b) such number of Central Public
Grievance Redress Commissioners, not exceeding ten, as may be prescribed out of which at
least one each shall be from amongst Scheduled Castes, Scheduled Tribes and Women.

Clause 32.— This clause provides for Selection Committee for appointment of the
Central Public Grievance Redress Commissioners. Tt provides that the Chief Public Gricvance
Redress Commissioner and Central Public Grievance Redress Commissioners shall be
appointed by the President on the recommendation of a committee consisting of-—(a) the
Prime Minister, who shall be the Chairperson of the committee; (b) the Leader of Opposition
in the Lok Sabha; and (c) a sitting judge of the Supreme Court to be nominated by the Chief
Justice of India. Tt also provides that the selection committee shall select out of a panel of
five eligible candidates for each vacancy which shall be finalised by a search committee
consisting of such prescribed member and the Selection Committee may regulate its own
procedure.

Clause 33— This clause provides for qualifications for appointment of Central Public
Grievance Redress Commissioners.It provides that a person shall not be qualified for
appointment as a Chief Commissioner or Commissioners of Central Public Grievance Redress
Commissioner unless-—(a) he is, or has been an officer of the Central Government and has
held the post in the rank of Secretary to the Government of India; or (b) he is or has beena
Chief Justice of 2 High Court or a Judge of the Supreme Court; (c) he is an eminent person
recognised for his work towards public service in the arca and who has worked for at least
twenty years in the social sector with a post graduate degree in a relevant subject and the
Central Government may prescribe criteria in addition to the above for the appointment of
the Chief Commissioner and Commissioners. :

Clause 34.— This clause provides for terms of office of Central Grievance Redress
Commissioners. It provides that the Chief Public Grievance Redress Commissioner and the
Central Public Grievance Redress Comimissioners shall hold office for a term of five years
from the date on which they enters upon the office and the Chief Grievance Redress
Commissioner shail hold office for a term of five years from the date on which he enter upon
his office and shall not be eligible for reappointment. '

Clause 35.— This clause provides for staff, salary and allowances of Central
Commission. It provides that the Central Government shait provide the Central Public
Grievance Redressal Commission with such officers and employees as may be required for
the discharge of its functions under the proposed'iégislaﬁon.
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It further provides that the officers and employees so appointed shall discharge their
functions uider the general superintendence of the Chief Public Grievance Redress
Commissioner and The salary and allowances payable to and the other terms and conditions
of service of the the Chief Public Grievance Redress Commissioner shall be the same as that
of the Chief Election Commissioner; and the Central Public Grievance Redress Commnissioner
shall be the same as that of an Election Connnissioner and neither the salary and allowances
nor the other terms and conditions of service of the members of the Central Public Grievance
Redressal Commission shall be varied to their disadvantage after appointment.

Clause 36.— This clause provides for filling up of vacancies . It provides that If, for
any reason other than temporary absence, any vacancy occurs in the office of the Central
Public Grievance Redressal Commission then the Chief Public Grievance Redress
Cominissioner shall appoint another person in accordance with the provisions of the proposed
legislation to fill the vacancy and the proceedings may be continued before the Commission
from the stage at which the vacancy is filled.

Clause 37— This clause provides for Resignation and removal. It provides that any
member of the Central Public Grievance Redressal Commission may, by notice in writing
under his hand addressed to the President with a copy to the Chief Public Gnevance
Redress Commissioner, resign his oftice,

It further provides that the President may by order remove from office the Chief Public
Grievance Redress Commissioner or any Central Public Grievance Redress Comimissioner if
the Chief Public Grievance Redress Commissioner or the Central Public Grievance Redress
Commissioner, as the case may be.—(a) is adjudged an insolvent; or (b) has been convicted
ofan offence which, in the opinion of the President, involves moral turpitude; or (¢) engages

" during his term of office in any paid employment outside the duties of his office; or {d} is, in
the opinion of the President, unfit to continue in office by reason of infirmity of mind or
-bedy; or {e} has acquired such financial or other interest as is likely to affect prejudicially
his functions as the Chief Public Grievance Redress Comumissioner or a Central Public
Grievance Redress Commissioner.

It also provides that the Central Government may, by rules, regulate the procedure for
the investigation of misbehaviowr or incapacity of the aforesaid Chief Public Grievance
Redress Commissioner or Centrat Public Grievance Redress Commissioners.

Clause 38.— This clause provides for powers of Central Commission and procedure
before it, It provides that the Central Public Grievance Redressal Commission shall, for the
purposes of its functions under the proposed legisiation, have the same powers as are
vested in a civil court under the Code of Civil Procedure, 1908 in respect of—(a) summoning
and enforcing the attendance of any person and examining him on oath; (b) discovery and
production of any document or other material object producible as evidence; (¢) receiving
evidence on affidavits; {d) requisitioning of any public record; (e) issuing commission for
the examination of witnesses; (f) reviewing its decisions, directions and orders; (g) any
other matter which may be prescribed.,

It further provides that the Central Public Grievance Redressal Commission shall have
original jurisdiction to adjudicate upon every application made to it and the Central Public
Grievance Redressal Commission shall not be bound by the procedure laid down in the
Code of Civil Procedure, 1908 but shall be guided by the principles of natural justice and
stbject to the other provisions of the proposed legislation and of any rules made thereunder,
the Commission shall have the power to regulate its own procedure and the Central Public
Urievance Redressal Commission shall arrange to deliver copies of the decision to the
parties concerned witlin a period of fifieen days from the date of such decision.

Clause 39.— This clause provides for proceedings before Central Commission to be
judicial proceedings. It provides that all proceedings before the Central Public Grievance
Redressal Commission shall be deemed to be judicial proceedings within the meaning of
sections 193 and 228 of the Indian Penal Code and the Commission shall be deemed to be a

. civit court for the purposes of sections 345 and 346 of the Code of Criminal Procedure, 1973.
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(fause 40— This clause provides that burden of proof to be on Grievance Redressal
Officer. 1t provides that in any appeal, proceedings, the burden of proof to establish that a
pon redressat of complaint by the Grievance Redressal Officer shatl be on the Grievance
Redress Officer who denied the request.

(lanse 41 — This clause provides that staff and officers to be public servants. It
provides that the staff and officers of the Central Public Grievance Redressal Commission
shall be deemed to be public servants within the meaning of section 21 of the Indian Penal
{'ude, C

Clause 42.— This clause provides for time frame for disposal of Appeals. It provides
that an appeat shall be disposed of within sixty days from the date of filing of the appeal and
n appeal of an urgent or inmediate in nature shall be disposed of within the same day of'the
receipt ol the appeal or before the date on which the cause of action may cease 10 exist,
which shall not be later than fifteen days from the date of receipt of the appeal.

[t further provides that the Central Public Grievance Redressal Commission may tmpose
penalty including compeansation to the complainant in deciding an appeal against designated
officer and Grievance Redress Officers for acting in a mala-fide manner or having failed to
discharge their duties without any sufficient and reasonable cause and the concerned
officers of the public authority shall be given a reasonable opportunity of being heard
before any penalty is imposed on them.

Clause 43.— This clause provides for power to issue directions and exercise original
jurisdiction. It provides that the Central Public Grievance Redressal Commission shall,
upon adjudication of a complaint, have the power lo issue directions—— (a) requiring the
public authority to take such steps as may be necessary to secure compliance with the
provisions of the Citizens Charter; (b) requiring the timely creation, updation and wide
. dissemination of the Citizens Charter of the public authority.

1{ further provides that it shait be the duty of the Central Public Grievance Redressal
Commission to receive and inquire into a complaint from any person— (a) who has been
unable to submit an appeal to the designated authority; (b) who has been refused redress
of grievance under the proposed legistation (¢) whose complaint has not been disposed of
within the time limit specified; (d) who has been denied access to the Citizens Chaiter of the
public authority either because the Charter was not created by the Public Authority or is
inadequate in any regard or it is not widely disseminated to make people aware of it;(e} in
respect of any other matter relating to registering and redressing of a complaint or appeal
under the proposed legislation.

It also provides that the Central Public Grievance Redressal Commission may, sto
motu, take notice of failure to deliver goods and services in accordance with the provisions
of the proposed legislation and refer such cases for disposal to the Head of Department of
the Public Authority and in such cases, an action taken report shali be sent by the Head of
Department of the Public Authority to the Central Commission within thirty days from the

"date of such reference and ifthe Central Public Grievance Redressal Commission, is satisfied
. that there are reasonable grounds to inquire into the matter, it may initiate an inquiry swo
motu in respect thereof. '

Clause 44— This clause provides for where Grievance complained of is a result of
Corrupt practices. 1t provides that where it appears to the Central Public Grievance Redressal
Commission that the grievance complained of is prima facie indicative of a corrupt act or
practice in terms of the Prevention of Corruption Act 1988, on the part of the responsible
officer of the public authority complained against then it shall record such evidence as may
be found in support of such conclusion and shall refer the same to the appropriate authorities.

Clause 45.— This clause provides for penalty and compensation for mala-fide action.
1t provides that the designated authority, the State Public Grievance Redressal Commission
or the Central Public Grievance Redressal Commission, as the case may be, may impose a
jump-sum penalty against designated official responsible for detivery of goods and services
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or Grievance Redress Officer for their failure to deliver goads or render services to which
the applicant is entitled, which may extend up to fifty thousand rupees which shall be
recovered from the salary of the official against whom penalty has been imposed.

It further provides that on imposition of the penalty, the appellate authority may, by
order, direct that such pertion of the penalty imposed under the said section shall be

awarded to the appeilant, as compensation, as it may deem fit,

fl

It also provides that the amount of such compensation awarded shall not exceed the .
amount of penalty imposed under the said clause.

It also provides that If 'ziny public servant is found guilty under sub-section (1), the .
disciplinary authority shall initidte the disciplinary proceedings against such officer of the
public authority, who if proved to be guilty of a malq fide action in respect of any provision |
of the proposed legistation, shall be liable to such punishment including a penalty as the
disciplinary authority may decide.

+- Clause 46.— This clause provides for reporting réquirements. It provides that every
public authority shall ensur¢ that every Grievance Redress Officer keeps a record of
complaints made to it or appeal therein and the decisions on such complaints and appeals,

It firther provides that every public authority shall publish on its website, by the 15%
day of every month or at such shorter intervals, as may be prescribed, a report mentioning
therein— (a) the number of complaints received; (b) number of complaints pending; (c)
number of complaints disposed of; and (d) such other particulars, as may be prescribed, for
discharge of its functions under the proposed legisiation.

Clause 47— The clause provides the appeal against decision of State Comnyission or
Central Commission. It provides that any person aggrieved by the decision of Central
Public grievance Redressal Commission may file appeal to Lokpal and against the decision
of State Public Grievance Redressal Commission may file appeal to Lokayukta within the
prescribed time and manner.

Clause 48.—- This clause provides for bar of jurisdiction of cowt. It provides that no
civil court shall have jurisdiction to settle, decide or deal with any question or to determine
any matter which is by or under the proposed legislation required to be settled, decided or
dealt with or to be determined by the Grievance Redress Officer or the designated authority
or the State Public Grievance Redressal Commission or the Central Public Grievance Redressal
Commission.

Clause 49.— This clause provides that enforcement of orders by the State Public
- Grievance Redressal Commission or the Central Public Grievance Redressal Commission, It
provides that every order made by the State Public Grievance Redressal Commission or the
Central Public Grievance Redressal Commission may be enforced by the State Public
Grievance Redressal Commission or the Central Public Grievance Redressal Commission, as
the case may be, in the same manner as if it were a decree or order made by a court in a suit
pending therein and it shall be lawful for the State Public Grievance Redressal Commission
or the Central Public Grievance Redressal Commission, as the case may be, to send, in the
event of its inability to execute it, such order to the court within the local limits of whose
jurisdiction-—(a) in the case of a public authority not falling under clauses (b) and (c), the
place at which the main office of such public authority is situated; or (b) in the case of an
order against a public authority being a company, the registered office of the company is
situated; or (¢} in the case of an order against any other person, the place where the person
concerned voluntarily resides or carries on business or personally works for gain is situated,
and thereupon, the court to which the order is so sent, shall execute the orders as if it were
a decree or order sent to i for execution.

Clause 50.— This clause provides for protection for act done in good faith. It provides
that no suit, prosecution or other legal proceeding shall lic against any person for anything
which is in good faith done or intended to be done under the proposed legislation or any
rule made thereunder.
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Cluuse 51— This clause provides that provisions to be in addition to existing laws.
It provides that the provisions of the proposed legislation shall be in addition to and not in
derogation of, any other law for the time being in force.

Clause 52.— This clause provides for power to make rules. 1t provides that the
appropriate Government may, by notification, make rules for carrying out the provisions of
the proposed legistation. [t finther specifies the matters in respect of which such rules may
be made.

Clause 53.— This clause provides for laying of rules. It provides that every rule made
by the Central Government shall be laid, as soon as may be after it is made, before each
House of Partimnent and every rule made by the State Government shall be laid, as soon as
may be after it is made, before the State Legislature.

Clanse 54— This clause provides for power to remove difficulties. It provides that if
any difficulty arises in giving effect to the provisions of the proposed legislation, the
Central Government may, by order, published in the Official Gazette, make such provisions
not inconsistent with the provisions of the proposed legistation as may appear to be
necessary for removing the difficulty and no erder shall be made under this section after the
expiry of two years from the commencement of the proposed legislation and every order
made under this section shall be laid, as soon as may be after it is made, before each House
of Parliament.
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MEMORANDUM REGARDING DELEGATED LEGISLATION

Claude $1 of the Bill empowers the appropriate Govemnment to make rules for carrying
out the provisions of the proposed [egiskation. Sub-clause (2) of the said clause specifies
the matters in respect of which such rules may be made. These matters, inter afia, include—
(a) other information under item (g) of sub-clause (2) of clause 4; (b} matters in relation to
Citizens Charter under sub-clause (3) of clause 4; (¢) matter in relation to the information
and facilitation centre, under sub-ctause (3) of clause 6: {d) the manner of inquiry into and
redressal of grievance of the complaints received from citizens under sub-clause {1y of
clause 7; (e) the other means by which complaints may be made under clause 8; () the other
matters for which the Head of Department of public authority shall have power under item
{g) of sub-clause (3) of clause 112 (g) the number of Commissioners of the State Public
Grievance Redressal Commission under item (b} of clause 15; (h) the members of the scarch
committee under sub-clause (2) of clause 15: (i} additional critaria in relation to selection of
Chief Commissioner and the Commissioners of the State Public Grievance Redressal
Commission under proviso to clause 16; (j} the salary and atlowances payable to, and the
terms and conditions of the services of the Chief Commissioners and other Commissioners
of the State Public Grievance Redressal Commission under sub-clause (3) of clause 18; (k)
the procedure of investigation of misbehaviour or incapicity for removal of the Chief
Commissionets and other Commissioners of, the State Public Grievance Redressal
Commission under sub-clause (3) ol'ctausieg(): {1} the other matters for, which the State
Public Grievance Redressal Commission shall have power under item (g} of sub-clause {1}
of clause 21; (i} the number of Commissionersof the Central Public Grievance Redressal
Commission under item (b) of clauge 317 (n) the members of the seatch cémmittee under

sub-clause (2) of clause-32: (o) additional eritarin i rélation to selection 6EChIEFComimiissioner

and the Commissioners of the-the Central Public Grievance Rédriédsal Comniission under
proviso to clause 33; (p) the salary and allowances payable to. and the terms and conditions
of the services of the Chief Commissioners and other Commissioners of the Central Public
Grievance Redressal Commission under sub-clause (3) of clause 35: (q) the procedure of
investigation of misbehaviour or incapicity for removal of the Chief Commissioners and
other Commissioners of, the State Public Grievance Redressal Conumission under sub-
clause (3) of clause 37; {r) the other matters for which the State Public Grievance Redressal
Commission shall have power under item (g) of sub-clause (1) of clause 38; (s) the time with
inn which the record of complaints to the public authority and the decisions on the complaints
and appeals shal! be published on the website and other particulars under sub-clause (2) of
clause 46: (t) anv other matter which is required to be or may be prescribed under the
proposed legislation,

2. Clause 52 of the Bill requires that every rule made by the Central Government shall
be laid before each House of Parliament and every rute made by the State Government shall
be laid before the State Legislature, as soon as may be afler it is made.

3. The matters in respect of which rules may be made are matters of procedure and
administrative details and it is not practicable to provide for them in the Bill itself. The
delegation of legislative power is, thercfore, of a normal character.
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to lay down an obligation upon every public authority to publish citizens charter stating
therein the time within which specitied goods shall be supplied and services be
rendered and provide for a grievance redressa tirechanism for non-compliance of -
citizens charter and for matters connected therewith or incidental thereto,

(Shri ¥ Narayanasamy, Minister Jor Personnel, Public Grievances & Pensions)
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